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Background

As part of the Department of Social Services global “No Wrong Door” policy, two new options
for clients to inquire on their case and submit verification documents online have been added:

e The documents portal on the GetCalFresh website, and
e The OCTOPUS portal on the County DSS website.

As before, clients may also choose to inquire on their benefits and/or submit verifications via
an in-person visit, fax, mail, utilizing the Automated CalWIN Client Entry to Social Services
(ACCESS) automated phone line, or the MyBenefits CalWIN (MyBCW) portal.

Unlike MyBCW, GetCalFresh and OCTOPUS do not require clients to create an account, and
they do not require the user to download an app for mobile use.

This Administrative Directive (AD) was developed to provide staff with instructions, policy, and
procedures for verifications received through GetCalFresh and OCTOPUS.

GetCalFresh

GetCalFresh is a free non-profit service that provides California residents with a secure,
simplified, mobile-friendly online application for CalFresh benefits, with live support available
by chat in English or Spanish. The application, together with any attached verifications, is sent
through an interface to MyBCW.

GetCalFresh also includes a documents portal, which allows users to send additional
verifications after their application has been sent. The destination office is automatically
selected based on the user’s zip code, and the verifications are routed to the Outlook ACCESS
public folder inbox for that office. GetCalFresh is intended for CalFresh only.

OCTOPUS

OCTOPUS is a secure, mobile-friendly, web-based form on our DSS public website that allows
clients to send us verifications for any eligibility program, or to make inquiries about their
application or case. The user selects the destination office, and the message and documents
are routed to the Outlook ACCESS public folder inbox for that office.

Policy

Inquiries and/or verifications received through either new method should follow the same
regulations/business processes for each respective program as those received via mail or in
person. Inquiries and verifications from these two new methods will be received by the
ACCESS public folders in Outlook. The ACCESS public folder inboxes are reviewed daily by
Administrative Office Professional (AOP) staff. AOP staff shall follow existing regulations/
business processes for each respective program for receiving verifications from clients. Staff
will continue to follow PCI guidelines while processing verifications or inquiries received
through the ACCESS public folder inboxes. Refer to MEDS Confidentiality Policy Admin AD
07-04 http://dsshome/calwin/ADnew/Admin/MEDS/ADMIN_AD_07-04.pdf
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NOTE: While we are still working on an email business process/protocol for use between staff
and clients, staff should not reply to clients via email. Staff should respond to clients via phone
or in writing as is currently practiced. This may change in the future.

Procedures

GetCalFresh

Clients can submit documents following submission of a CalFresh application or for an existing
CalFresh case. Documents submitted after the client has submitted an application (orphan
docs) will not be transmitted through MyBCW; instead they will be sent to the ACCESS Inbox
for district office corresponding to the user’s zip code.

Here is how the client can submit a document using GetCalFresh:

¢ Client visits getcalfresh.org/docs, ort
e Client visits getcalfresh.org and clicks on the “Submit documents” button?

& C () | & Secure | https://www.getcalfresh.org Q ¥

C:// GetCalFresh.org En Espaiiol

5

Get help putting food ™
on the table

Apply for food stamps in 10 minutes

Apply now >

CalFresh is California’s food stamps (SNAP) program.
Most households get more than $200 a month.

An official State of California

Learn more CalFresh outreach partner.

Already started your application?

Upload requested docs to your county For missed interviews or other issues

( Submit documents ) Contact your county

1 Full URL: https://www.getcalfresh.org/docs

2 Full URL: https://www.getcalfresh.org/
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e Client selects Santa Barbara County from the drop-down menu, and clicks the Go
button.

il

Securely send documents to your county.

You can upload them from your computer or take a picture
using your smartphone's camera.

Select your county - ﬂ

e Client completes a page of fields including first name, last name, birthday, social
security number (optional), phone number, email address, and case number (optional),
and clicks the Continue button.

Before starting, we need to match your documents to your

Case.

What is your first name?

What is your last name?

What is your birthday?

Month - ‘Day - “fear -

What is your social security number?

[if you have ane)
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What is your phone number?
We will text message you if we have any problems opening your documents,

What's the best e-mail address for you?

What is your case number?

[if you hawve one)
This is different from application confirmation number,

Where can I find this? >

Continue =

e Client indicates Yes or No if they know what verifications they need to submit. If they
select No, a tool opens that helps them clarify what verifications are needed (based on
type and source of income, employment status, citizenship status, age, disability,
expenses for child care / dependent care / child support, and college student status).
We will assume the client has either clicked Yes or used the tool to determine what

verifications to submit.

Do you know what proof you need to

submit?
If not, we can help you figure out what to submit.

‘)(No

‘/‘f’es
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e Client chooses desired file, chooses which kind of verification it is from the drop-down,
and clicks the Upload button.

Upload A Document

Upload your ID and any other documents that you have been asked to
upload.,

Choose File | Mo file chosen

What kind of document is this?

‘ Choose a type -

3

e An interim confirmation appears that lets them either upload another document, or
indicate that they are done uploading documents and continue.

Upload Your Documents

Upload your [D and any cther documents that you have been asked to upload.

CDLjpg
Type: Identification

Delete

Add another document ‘

Done uploading documents
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e A confirmation page appears letting the client know what to expect next. If the client
provided phone and/or email contact info, they will also automatically receive a
confirmation message via email and/or text shortly after, when the documents are
received in our inbox.

Great! These documents are being sent to your county office.

we'll send you a confirmation message when your county receives them, If
you already had your interview, your county may take up to 10 days to
review your documents.

For other questions about your application or documents, call your county at

Ok »

The verifications are delivered to the DSS Outlook ACCESS public folder inbox corresponding
to the client’s zip code. The message looks like this when received:

* & = Documentsfor pending Cal...

WELSTN O Tell me what you want to do...
Thu 11/15/2013 11:36 AM
verificationsmailer=getcalfresh.org@mailgurt-
on behalf of -

Documents for pending CalFresh Application
To DS5 Shared 5B Inbox ~

~ AlexanderSample_20181115-21654-1clkka.pdf
4= 410 KB

-

Documents for pending CalFresh case.

Client Name: Alexander Sample

Chent SSN:

Client Phone: B036898055

Chient Email: d.tivey(@sbcsocialserv.org

Client Birthday: 1977-08-31

The documents are attached. Please reply to hello@getcalfresh.org there are
any questions about these documents or 1f you have suggestions for how we
can improve their quality.

Thank you,

The GetCalFresh Team
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OCTOPUS

OCTOPUS lets clients/applicants submit documents for any program or make general inquiries
about their application/case.
To access OCTOPUS, staff can direct clients to either:

e go to DSSoctopus.com (or DSSpulpo.com for the Spanish form),2 or

e (o to the Santa Barbara County DSS website (sbcDSS.org) and click one of the “submit
documents” links, as shown below:*

o On the Home page, under the “What would you like to do?” headline, click the
“Submit verification documents online” link. Or

o In the left-hand navigation menu, expand “How Do I...” and click the “Submit
documents” link. Or

o On the Contact Us page, under the “To inquire about your application or case”
headline on the “To submit verification documents” line, click the Octopus link.

G Select Langus

HOME
Welcome!
ABCUT US
CONTACT US
We're here to help.
4 HOWDOL..
The Santa Barbara County Department of Social Services provides protective and
Report Child or Elder supportive services to help individuals and families in our community be safe,
Abuse supported and self-sufficient.

Apply for Benefits

Online What can we help you with?

Check My Current  Finding_affordable health coverage
Making_ends meet

Click either of these links
to submit documents online

Benefits Status
Getting_or preparing_for a job

Protecting_children and preserving_famili

> PROGRAMS/SERVICES * Keeping_elder or dependent adults saf;

COMMUNITY NETWORKS

(Or click the Octopus link on the Contact Us page)
DSS NEWS

DATA/REPORTS

App r benefit i
» Submit verification documents online

RESQURCES/LINKS port child or elder abuse

* Re

* Report welfare fraud

RFPs —p .
Did you know? . ‘

:
T
s

e
T
.

[+7}

p

a

o

5

)

3 DSSoctopus.com auto-redirects to the full English Octopus URL, https://secure.countyofsb.org/dss/octopus
DSSpulpo.com auto-redirects to the full Spanish Octopus URL, https://secure.countyofsb.org/dss/octopus/es

4 shcDSS.org auto-redirects to the full SB County DSS website URL, www.countyofsb.org/DSS.
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e The Octopus page loads. It begins with an explanatory blurb, as shown below. The user
can use the blue buttons to switch between English and Spanish.

DSS / Contact Form

Email Us

OCTOPUS
You can use this form to securely send an email message to the Santa Barbara County
Department of Social Services. If desired, you can attach a document (such as a pay stub,
rent receipt, utility bill etc.) from your computer’s hard drive or your phone's camera.

If you experience any problems with this form, please contact the County Webmaster

e The form fields appear below. All fields are mandatory, except Case Number.

e The user enters a few details about their case or application.

Please let us know what we'll be helping you with:

Which Program?

MediCal

CalFresh

CalWORKs / Welfare to Work / CalLearn
General Relief

Other

Subject:
This is about a New Application

This is about an Existing Case

Case Number, if you know it: (optional)

Where can | find this?
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NOTE: If the user is unsure of their case number, they can click the blue “Where
can | find this?” button for an image showing where to find the case number on
their client correspondence or EBT card.

Case Number, if you know it: (optional)

Where can | find this?

STATE OF CALIFORNIA - HEALTH AND HUMAN SERVICES AGENCY CALIFORNIA DEPARTMENT OF SOCIAL SERVICES

REQUEST FOR VERIFICATION CASE NANE

menetXQUhaVeskadiar MM!QE&&(% L CalfreshdCF) _ D,Me_.d'r"*(MQ_ N Srapp P
If you got a CalFresh Initial Appointment Letter or Request for Verification notice in the mail, you will find this on the upper-right corner.

| 0000 000000000000
John Smith

N

IT you have an EBT card, your case number is located at the bottom (skip the first two digits).

e The user enters a few details to identify themselves, and how they can be reached.

Please tell us who you are and how to reach you:
First Name:

lease ent niir F

Last Name:

Date of Birth:

People may share the same name. Specifying your birthday may help prevent mistaken identity.

Phone Number:

We will call you if we have a question about your message or a problem opening your document
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e The user types their message, and clicks Yes or No to indicate if they want to attach a
document(s). If they click Yes, a “Please attach documents” section appears--including
a blue Browse button to select the document(s), and tips on uploading documents.

Please type your message below:

Message:

Vs
Would you like to send us any documents?

® Yes
No

Please attach documents:

Please only send images (photos) or PDF documents.

If you need fo send us a photo or other document, you can attach it or take a picture of it with your
phone here. Please only upload image files (jpeg, pna, gif, bmp) or PDF documents.

Need to upload more than one file or photo?
Hold down the ctri key (cmd key on a Mac) and click the files you wish to send. All files must be in

the same folder.
On a phone, take your photos first, then click the blue Browse button above and select all the

photos desired from your photo library.

The maximum file upload size is 30 MB.

e The user chooses which office they want to send to.

Please let us know where to send this message:

Send this message to:

® Benefit Service Center
Santa Barbara main office
Lompoc main office
Santa Maria main office (Betteravia / Centerpointe)
Santa Maria Self-Sufficiency office (Broadway)
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e The user checks the CAPTCHA box to prove they're not a robot, and clicks the blue
Submit button. (Note: checking the CAPTCHA box will occasionally prompt a
“challenge,” such as making the user select which of several photos have street signs in
them, to help us prevent spam.)

Ready to Send!

Final Verification:

I'm not a robot

e A confirmation page appears, telling the user what to expect next.

Thank You 0CTOPUS

Your message has been received. We will receive and act on your message within three business days.
You can now retum to the website or send another message. If you have any questions or want to follow
up, you can contact your worker, or see the contact page for other ways to get in touch with us.
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The message and attachment(s) are delivered instantly to DSS, to the ACCESS public folder
inbox for the office that the user selected. The message looks like this when received:

*  Octopus web form- Sample...

Message Q Tell me what you want to do...

Thu 11/15/2015 10:44 AM

SBC RES Webmaster

Octopus web form- Sample
To D55 Shared Bett Inbox A

e CDL-20,jpg
B 355 KE

Report from Octopus web form

Date: Thursday, Movember 15, 2018
First Name: Alexander

Last Name: Sample

Birthdate: 31 August, 1577

Type: NewApplication

Case Mumber:

Program: MediCal

Phone: (805) 681-4543

Message:
Please find my California driver's license attached.

Upload File Button clicked: Yes

File names:
CDL.jpg

Processing Instructions

The AOP’s at each District Office are responsible for checking the ACCESS public folder
inboxes throughout the day. The ACCESS public folders are:

DSS ACCESS LO Inbox
DSS ACCESS SB Inbox
DSS ACCESS Bett Inbox
DSS ACCESS WRC Inbox
DSS ACCESS BSC Inbox

Note: In addition to verifications and documents from GetCalFresh and OCTOPUS, staff may
receive emails regarding the following in the ACCESS Inboxes:

e ACCESS phone line messages
e BCW App
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AOP Responsibilities

¢ Retrieve any documents found in these inboxes and follow current processing business
processes.

e Scan into DocStar and send an email to the appropriate office/EW.

e Take immediate action on any email in these inboxes following current business
processes.

AOP staff will monitor and forward the incoming e-mails and verifications from these inboxes
(as they do with the MyBCW and e-ICT documents) to the appropriate District Office Inbox or
staff. Each office should handle the email like any other message received from a client
including the standard procedure of entering case comments. Any documents received with
the email can be imported directly into DocStar system as described below:

e If known to CalWIN - File in the documents with the Case # in DocStar following regular

filing procedures and enter “email” in the KEYWORDS section.
e If unknown to CalWIN — Follow office procedures for unidentified documents.

EW Responsibilites

Staff is encouraged to inform clients of these new options for submitting verifications online.
These options can facilitate the process of obtaining verifications from clients—making a more
efficient process for staff and clients, especially when client benefits could be negatively
impacted if verifications are not received timely.

The EW must read the “message” portion of the email to be sure they understand the action(s)
the client wants taken. The EW must contact the client if the client is requesting a call back, or
if follow-up is called for. (For example, if the EW is unable to read or open the document
attached to the forwarded email, or if the client mentions two attached documents in their
message but only attached one document.)

The EW is responsible for taking appropriate actions on any verifications or emails received
from the client. EW’s will still need to follow the appropriate program regulations and
timeframes for requesting verification or missing information from the client. A needs letter will
still need to be sent out requesting verifications or missing information unless the client
provides and the EW receives the information immediately. The EW will need to case
comment that the client provided verification via OCTOPUS or GetCalFresh as they would
when they receive verifications via mail or client brings into the office.
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